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Wiy has the Mayor
preposed a 3-1-1

pregrami for Seattle?

Over 1,000 ines in the phene directory
Longl held times and confusing, Message: trees

Ereguent hand-ofifs frony ene agency.: to
anoether—sometimes dropped

NGO consIstent hours, Service standards, ISSUe
tracking

Uneven suppert fier nen-English speakers

The result: a system that frustrates City
employees and frustrates our customers




T What we did.

e

ldentified the City’s highest: Volume phene
AUMIBENS

Interviewed stafi from: 30 different City,

CONtact CENLErs

Researched what other cities are doeing
Interviewed stafii from 4 other GIties
\/isited' contact centers: in 3! other Clties

Surveyed Seattle residents




Here's what some of those cities told
us:

AlpUiguergue: “Iihere Isimore: reSpect for City, gevernment
PECAUSE PeopleWino Used to he taking phone. calls are
ROW! previding GIrect Senvice:*

Austin: “Gains In accountanility’ and hetter overall

relatienships, With! cltizens.

DERVEr: “78% customer satisfaction, Which IS a
guantifianle Penefit.”

New: York: “lIncreased access for constituents and
ncreasea accountanlity: for gevernment.*




We also surveyed Seattle
W=y tem | residents. Here's what they

v told us.

Having a single phone number for non-
emergencies Is a good idea (86%)

Implementing such a system would be a good

use of tax dollars (76%)

However, over a third of Seattle residents say
that they have had a problem, complaint, or
service request that they did not report to the
City because it was too much trouble to figure
out who to contact (35%)

8% admitted calling 9-1-1 for non-emergency
purposes.




This confusion sometimes
et | leaestclstomers tor call 9=1-14

G o

——Y  [or nen-emergency: ISSUes.

Seattie’'s Decemier 14, 2006 Windstemnm
After-Action Repolt notes that “the: vast
majorty, eff callers o, 9-1-1. were
[eperting conditions o) situatiens that
Were net approprate for Eire or Police
EMErGEnCy. liesponse. \Werneed anether
place: to reute these callers to free up the
O-1-1 trunks for true emergencies.” (9.
450))




501 U.S. cities have implemented
3-1-1 programs or are planning 3-1-1
Pregrams Ini respoense te these same

preblems.
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The Mayor's propoesal: a
ol 7 I ;}i'?- o

" i 'Cm&é@ 3-1-1 program for Seattle.

One easy-te-remember nUmBEr 1o call for
Infiermation, assistance; Service

Integrated sernvice for multiple ISsues

Extended Roursi el Senvice and language: stpport
Consistent responses and service levels
SEnvice: tracking and acceuntaniiity

Complete data for perfermance measurement
and Imprevement




3-1-1 1S much more than
a phone number

3-1-1 call center to interact with
customers

Software to
= Supply answers to frequent questions
= Manage service requests
= Track customer demands
= Report on performance

Improved business practices
= Re-designed work flows

m Data to allocate resources and monitor
performance




ey 2L
' )

Abandoned vehicles
Animal control

Emergency management
support for non-911 services

Graffiti removal

Housing, zoning, and
construction enforcement

lllegal dumping

General information requests
Noise

Park maintenance

Pedestrian safety

Potholes

AN Service Examples

Senior services
Signage

Special events (holidays, civic
events)

Street light outages

Street trees and other
vegetation management issues

Surface water and drainage
issues

Tourism and visitor information
Traffic problems
Translation services

Utility information and non-
complex service orders
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bl 5%!“ ™ e Schedule:
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2007

s Budget appreval
s Acquire 3-1-1 number

20)0)¢)

a Design the precesses and work: flews
a Select Custemer Relationship Management (CRV) software
a Budget Appreval

2010)<);
a Implement CRMI Software
s [ocate and build eut space
s Hire and train staffi

2010

m Soft Launch
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Thank

In summary, a 3-1-1 program
does 3 things

Kes government more accessible
Kes government more transparent

Kes government more accountable

you for your interest in making city

government more responsive to its customers.




How can you help
make 3-1-1 a reality In
Seattle?

Get it funded! Let the Seattle City Councill

know that you support a 3-1-1 program
for Seattle!




